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Benefits Center Monthly Average Wait Time (minutes)
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Client Info Line
April 2022 - July 2022

200,000
180,000
160,000
140,000 * Calls pIacgd to
) the Benefits
i’ 0oes Center across
@oo,ooo all DSS
£80,000 programs
|_ . .
60,000 mcI:dmIg
Medical, SNAP
40,000
(Food Stamps)
20,000 and Cash
¢ Apr-22 May-22 Jun-22 Jul-22 assistance
m Total Calls to the IVR (24 hour period) 133,607 145,650 169,231 178,454
m Total Calls to the IVR (Business hours) 105,216 114,780 130,517 139,692
Total Calls Resolved by the IVR 39,890 51,980 57,735 65,579
m Total Calls Transferred to the BC 65,326 62,800 72,782 74,164
Total Calls Answered in the BC 55,706 60,078 68,846 67,301
Calls Abandoned in BC Queue After 4.362 2720 3.941 6.847
Threshold
Interviews Conducted 15,374 16,330 19,225 20,590

Note: Calls abandoned after threshold exclude calls abandoned within first 20 seconds (i.e., less than 20 seconds)
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Benefits Center Calls Answered
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* Calls answered by workers are across all
DSS programs including Medical, SNAP
(Food Stamps) and Cash Assistance
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Number of Incoming and Abandoned Calls
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VHT Return Calls
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Data as of July 31, 2022

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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