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Benefits Center Monthly Average Wait Time (minutes)

Data as of March 31, 2023
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Client Info Line
December 2022 - March 2023

300,000
250,000
200.000 * Calls placed to
the Benefits
150,000 Center across
all DSS
rograms
100,000 progra
including
Medical, SNAP
50,000 (Food Stamps)
and Cash
0 Dec-22 Jan-23 Feb-23 Mar-23 assistance
m Total Calls to the IVR (24 hour period) 239,570 284,637 221,630 218,687
m Total Calls to the IVR (Business hours) 187,245 204,496 156,370 35,229
Total Calls Resolved by the IVR 111,391 113,705 87,158 84,467
m Total Calls Transferred to the BC 75,854 90,791 69,215 81,877
Total Calls Answered in the BC 47,275 54,275 42,904 67,981
Calls Abandoned in BC Queue After 28,546 36,460 26,311 13,879
Threshold
Interviews Conducted 13,253 11,799 11,657 17,385

Note: Calls abandoned after threshold exclude calls abandoned within first 20 seconds (i.e., less than 20 seconds)

Data as of March 31, 2023
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Benefits Center Calls Answered
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Number of Incoming and Abandoned Calls
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VHT Return Calls
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Data as of February 28,2023

Virtual Hold
Technology (VHT) is
leveraged to improve
customer experience
Holds caller’s place in
line virtually. Callers
do not have to
physically hold

Call back software
connects the caller to
an Eligibility Worker
VHT was turned on at
the end of October
2020
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