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Data as of May 31, 2018

* Revised counts of incoming or processed envelopes
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Client Information Line:
Febuary - May 2018

300,000
e Calls placed to the
200,000 Benefits Center across
" all DSS programes,
= including medical,
(@) SNAP (Food Stamps),
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M Total Calls to the IVR (24 hours period) 273,385 273,476 251,958 219,586
M Total Calls to the IVR (Business hours) 233,747 239,827 229,731 194,502
m Total Calls Resolved by the IVR 166,510 169,953 156,721 120,920
M Total Calls Transferred to the BC 67,238 69,874 73,014 74,026
M Total Calls Answered in the BC 23,659 24,327 25,860 26,895
= -
Calls Abandoned in BC Queue After 38 639 38991 40,708 42,245
Threshold
Interviews Conducted 8,900 9,336 10,075 10,277

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

Data as of May 31, 2018 3
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Number and Percentage of Abandoned Calls
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Data as of May 31, 2018 4
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