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Client Information Line:
Febuary 2020 - May 2020
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L Center across
S 80,000 all DSS
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40,000 Medical, SNAP
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20,000 and Cash
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m Total Calls to the IVR (24 hour period) 105,278 145,626 145,711 106,697
m Total Calls to the IVR (Business hours) 88,591 130,135 123,008 93,504
u Total Calls Resolved by the IVR 38,347 55,103 55,394 49,799
m Total Calls Transferred to the BC 54,113 75,031 69,401 43,705
m Total Calls Answered in the BC 37,163 48,562 44,986 40,510
= Calls Abandoned in BC Queue After Threshold 9,991 25,523 21,742 2,733
Interviews Conducted 11,492 16,673 15,828 12,499

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

Data as of May 31, 2020 4
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Benefits Center Calls Answered
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Data as of May 31, 2020

Calls answered by workers are across all
DSS programs including Medical, SNAP
(Food Stamps) and Cash Assistance

For the past 4 months, DSS is answering an
average of 42,805 calls per month

Telephone interviews Conducted
corresponds to the total number of calls
answered requesting phone interviews
per month

For the past 4 months DSS is averaging 14,123
telephone interviews per month
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Number of Incoming and Abandoned Calls
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