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Benefits Center 855-626-6632

» Virtual phone center comprised of three physical offices
 One main number to create a IVR + live worker service
* [VR and live worker service are two separate systems bridged together

l’))) » IVR » ontes R

Queue
Incomlng Interactive Voice Avaya Aura Eligibility
Call Response Contact Center Worker
4 (AACC)

150,394 80,326

2015 monthly 2015 monthly
average total calls to average total calls
main number during transferred to

business hours AACC
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- =
Screenings completed since implementation
e 2.2% growth from previous month
- >
~ ~
; 194925 Applications submitted since soft launch 10/13
2 3.7% growth from previous month J
Y
~ ~
; TR Changes submitted since inception 01/13/15
. 5.6% growth from previous month J
Y
~ =
5035 Renewals submitted since inception 11/20/15
& ' 25.6% growth from previous month Y
'S ™
T Online client accounts created since implementation 07/08/13
' 1.8% growth from previous month )
- =
209470 Client accounts created over the phone since implementation 07/08/13
: 1.3% growth from previous month )
.
( Total Documents Scanned since implementation: 13,340,082 -
Jan-16 Feb-16 Mar-16 Apr-16
13,340,082 Incoming 380,649 330,496 395,542 364,909
& Processed 372,692 347,750 381,268 341,570 y
~
_ Jan-16 Feb-16 Mar-16 Apr-16
Walk-Ins 39,401 35,302 39,736 37,744 /
-
56531 Jan-16 Feb-16 Mar-16 Apr-16
. Calls Resolved By IVR 60,715 50,447 58,865 64,021
Average Wait Time (mins) 13 9 6 9
1,486,238 Calls Serviced 50,843 49,011 56,169 56,531
Total Calls Serviced to Date by Benefits Centers staff (since 7/1/13): 1,486,238 B

Data as of April 30, 2016
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Client Information Line:
January 2016 - April 2016
200,000
* Calls placed
to the
2 Benefits
O
= 100,000 Center
2 across all
DSS
programs,
including
Y Jan Feb Mar Apr med ical ,
m |[nterviews Conducted 15,560 14,676 17,357 18,108
Calls Abandoned in BC Queue After 15.831 11.266 8530 12 829 SNAP (FOOd
Threshold : : ' ' Stam pS),
Total Calls Answered in the BC 50,843 49,011 56,169 56,531 h
m Total Calls Transferred to the BC 67,415 62,146 65,359 70,133 CaS.
m *Total Calls Resolved by the IVR 60,715 50,447 58,865 64,021 assistance
m *Total Calls to the IVR (Business hours) 128,213 106,616 124,202 134,131
m*Total Calls to the IVR (24 hours period) 144,912 126,404 136,608 139,611
Note: Calls abandoned after threshold exclude calls abandoned within first 20 seconds (i.e., less than 20 seconds)

- J

Data as of April 30, 2016 5
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Number and Percentage of Abandoned Calls

100,000

80,000

o Calls that entered the queue
to speak to a worker but caller
40,000 51584 50.880 56.829 57,304 disconnected before worker
responded (excluding calls

60,000

23%

20,000 18% 18% ey . .
e X R X abandoned within first 20
5 ' _ 11266 8530 12829 seconds)
January February March April

Total Incoming Calls to the Benefits Center
Calls Abandoned in BC Queue After Threshold

\_ —— 094 of Calls Abandoned )
s — N
Average Wait Time Before Abandon
20 « From the abandoned calls,
16 the average wait time from
g . when the caller entered the
= 9 . o gueue to speak to a worker

8 6 until caller hung up before a
worker responded

January February March April )

Data as of April 30, 2016



i, Connecticut Department
~ of Social Services

- Making a Difference

Benefits Center Wait Times: Past 13 Months

Minutes
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Average Wait Time

Apr-15 May-15 Jun-15 Jul-15 Aug-15 Sep-15 Oct-15 Nov-15 Dec-15 Jan-16 Feb-16 Mar-16 Apr-16

Average wait time continues to maintain its lower level since May 2015

Data as of April 30, 2016 7
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