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Client Information Line:
March 2019 - June 2019

140,000
120,000
100,000 * Calls placed to
the Benefits
% 80,000 Center across
O all DSS
S 60,000 programs,
= including
40,000 medical, SNAP
20,000 (Food Stgmps),
cash assistance
0
Mar-19 Apr-19 May-19 Jun-19
m Total Calls to the IVR (24 hour period) 107,318 118,820 117,317 112,847
m Total Calls to the IVR (Business hours) 94,089 83,867 104,317 100,996
= Total Calls Resolved by the IVR 40,643 31,936 42,005 41,187
m Total Calls Transferred to the BC 53,446 58,466 62,311 59,807
u Total Calls Answered in the BC 45,110 50,101 50,751 43,903
= Calls Abandoned in BC Queue After Threshold 8,025 8,010 11,141 15,379
Interviews Conducted 13,792 15,728 15,727 13,714

Note: Calls abandoned after threshold exclude calls abandoned with in first 20 seconds (i.e., less than 20 seconds)
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Benefits Center Calls Answered

60,000
50,101 50,751
50,000 -
45,110 43,903 » Calls answered by workers are across all
T DSS programs, including Medical, SNAP
' 1 (Food Stamps), Cash Assistance
30,000 -
* For 2019 we are answering an average of
20,000 - 44,583 calls each month
10,000 -
Mar-19 Apr-19 May-19 Jun-19
Telephone Interviews Conducted
20,000 -
15,728 15,727 ¢ Telephone interviews Conducted
15,000 -+ 13,792

13,714 corresponds to the total number of calls
answered requesting phone interviews
per month
10,000 -+
* For 2019 we are averaging 13,799 telephone
5,000 - interviews per month.
O -

Mar-19 Apr-19 May-19 Jun-19

Data as of June 30, 2019 5



DEPARTMENT OF SOCIAL SERVICES

DSS Public Dashboard — June 2019

Number of Incoming and Abandoned Calls
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