Federal Student Aid Information Center (FSAIC)

Public Inquiry Contract Modification

This Modification was effective October, 2002 changing the scope of FSAIC.  It supercedes the Historical PIC Statement of Work.

Objective Statement

· To provide prompt, thorough, and accurate responses to inquirers so they can make informed decisions about Federal student financial assistance.

Outcomes and deliverables

· Provide inquiry assistance to English and Spanish speaking inquirers.

· Provide general information related to federal student financial aid

· Provide specific assistance related to the FAFSA for pre-attending students and interested parties, and attending students

· Provide Federal Student Aid Information Center, 1-800-4FED AID (FSAIC) and associated numbers, assistance

· Interactive voice Response Unit (IVRU)

· Operator assisted phone calls

· Internet Chat

· E-mail responses

· Publications fulfillment

· Operator Assisted Hours of Operation:

· Mon-Fri: 8 AM – 12 Midnight Eastern Time (ET)

· Saturday: 9 AM – 6 PM (ET)

· Sunday: No service

· Sat/Sun: NCSP and SFA will agree upon changes in hours based on time of year/student requirements

Performance Measures

· Customer Satisfaction

· Keep American Customer Satisfaction Index (ACSI) score above 80 for 1-800-4FED AID

· Employee Satisfaction

· NCS will measure the values included in the Gallup survey

· Service levels for operated assisted calls

· 80% of calls answered in 20 seconds (monthly average)

· no more than a 2% abandonment rate (calls offered versus answered)

Continuous Improvement/Teamwork Environment

· Continuous Improvement Council (Quarterly meeting)

· Covers inquiry assistance & processing

· No more than 10 standing members from SFA, NCS and MOD partner with a facilitator

· High level discussions and decisions based on research and analysis

· Address immediate high priority issued as needed

· Discuss metrics analysis

· Performance Measures Team

· Weekly status meetings

· Quarterly report out to the Continuous Improvement Council of detailed metrics analysis results

