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Client Information Line:
November 2017 - February 2018

300,000
e Calls placed to the
Benefits Center across
200,000 all DSS programs,
2 including medical,
8 SNAP (Food Stamps),
= cash assistance
S
|_
100,000 e Several factors
contributed to a
notable increase in call
volume during January
2018, particularly the
0 first week of the
Nov-17 Dec-17 Jan-18 Feb-18 month.
M Total Calls to the IVR (24 hours period) 187,225 182,460 280,219 273,385
M Total Calls to the IVR (Business hours) 162,248 160,225 248,920 233,747
I Total Calls Resolved by the IVR 62,265 79,240 162,238 166,510
M Total Calls Transferred to the BC 89,103 82,325 86,681 67,238
M Total Calls Answered in the BC 34,619 33,324 30,813 23,659
= -
Calls Abandoned in BC Queue After 50,130 45,086 52,284 38,639
Threshold
Interviews Conducted 11,696 11,428 11,248 8,900

Note: IVR stands for Interactive Voice Response System, while BC is the Benefits Center.
Calls abandoned after threshold exclude calls abandoned within first 20 seconds (i.e., less than 20 seconds)
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Benefits Center Wait Times:
Since February 2014

Monthly Average Wait Time (minutes)
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O Benefits Center Go-Live July 2013
* August 2016 new eligibility system (ImpaCT) state-wide rolling trainings began
% October 2016 ImpaCT Pilot implemented
» October 2016 through August 2017 state-wide phased rollout of ImpaCT
> October 2017 through January 2018 over 900,000 special notices mailed
O  SNAP Mass Modification
MSP Income Limit Reductions
Dental Program Changes
Transportation Vendor Change

o000

Data as of February 28, 2018
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Number and Percentage of Abandoned Calls
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