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Client Info Line
May 2021 - August 2021

180,000
160,000
140,000 * Calls placed to
120,000 the Benefits
L) Center across
© 100,000
O all DSS
g 80,000 programs
|_ . .
60,000 including
Medical, SNAP
40,000 (Food Stamps)
20,000 — and Cash
0 assistance
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m Total Calls to the IVR (24 hour period) 109,496 141,686 127,570 163,057
m Total Calls to the IVR (Business hours) 83,037 91,004 96,889 127,032
Total Calls Resolved by the IVR 38,864 42,173 46,638 60,058
m Total Calls Transferred to the BC 44173 55,279 66,361 66,974
Total Calls Answered in the BC 40,887 47,325 48,110 51,342
Calls Abandoned in BC Queue After Threshold 3,396 7,954 18,234 15,632
Interviews Conducted 11,111 13,979 12,090 12,301

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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Number of Incoming and Abandoned Calls
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VHT Return Calls
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