CALL/CONTACT VOLUMES

FSAIC Agent-Assisted Call Volumes

 2

FSAIC IVRU Call Volumes 
 3

FSAIC E-mail Volumes 

 4

FSAIC Chat Volumes 

 5

Loan Ombudsman Call Volumes 

 6

Loan Ombudsman Cases Resolved 
 7

FSAIC Agent-Assisted Call Volumes

2003 Total - 6,509,706

2002 Total - 6,116,493
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2001 Total - 4,957,096

Excerpt from “Year In Review 2003” Public Inquiry Contract – Pearson Government Solutions

FSAIC IVRU Call Volumes

2003 Total - 1,725,194
2002 Total - 1,729,810
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2001 Total - 1,512,907 
Excerpt from “Year In Review 2003” Public Inquiry Contract – Pearson Government Solutions

FSAIC E-mail Volumes

2003 Total - 413,728 
2002 Total - 268,413
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2001 Total - 115,800

Excerpt from “Year In Review 2003” Public Inquiry Contract – Pearson Government Solutions

FSAIC Chat Volumes

2003 Total - 124,647
2002 Total - 83,858
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Excerpt from “Year In Review 2003” Public Inquiry Contract – Pearson Government Solutions
Loan Ombudsman Call Volumes

2003 Total - 20,171
2002 Total - 19,700

2001 Total - 17,582
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Excerpt from “Year In Review 2003” Public Inquiry Contract – Pearson Government Solutions

Loan Ombudsman Cases Resolved

2003 Total Cases Resolved - 1,917
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2002 Total Cases Resolved - 2,068

2001 Total Cases Resolved - 1,891
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