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State of the Member Service Center WFEW
Current Performance VETERANS OF FOREIGN WARS.

Continued efforts to enhance the communication that occurs between the VFW National Imm_n_ncm:m._.m
and the membership of the organization during the 2020-21 calendar years have ensured that the VFW
is both responsive to the membership and caring. Here is a recap of the last twelve months. (ser 2020-21)

Inbound nm___::m_

* 6 main queues * 2skilis

Outbound Calling

* 30 skills * 31389 Calls in response to inquiries
* 87401 calls handled

Correspondence (Regular Mail)

<omnm=_m_=

] * 70904 Scanned Dues Notices
- Askills . * 13027 Hand Keyed Dues Notices
* 10395 voicemails handled * 4092 Store Orders/Inquiries
* 857 Convention Registration
I I e

« 18 skills * 13372 Address Changes/Deceased Notices/Misc.

e anted | WebChat |
. Web Chat _ I

. * Cloud based storage for calls, chat & email transcripts
» 2 skills * Redaction Service (for PCI Compliance)
* 3896 chat sessions * Quality Management Tools

State of the Member Service Center //i

Inbound Phone/Email/Regular Mail By Type  vermansor rorercn wass.

Phone Email

Regular Mail

m Convention ® Convention m Convention

m Magazine ® Magazine m Magazine

& Online Membership System % Online Membership System = Membership/Data Entry
= Membership/Data Entry ® Membership/Data Entry m Store

m Store
® VFW Representative ® Store
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