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Online client accounts created since implementation
MyAccount .
y ' 2.8% growth from previous month
>y
; ; - - =
Screenings completed since implementation
Pre-Screenin .
g f 7.8% growth from previous month
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IVR Phone FPhone client accounts created since implementation
Account f 1.0% growth from previous month
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2014 April 2014 h 2014 )
. May pri Marc
Service Centers
L Total Walk-ins lv 35,660 45,061 35,663 )
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Processing May 2014 April 2014 March 2014
Centers Work Items Incoming 402,138 433,013 419 599
L Work Items Processed 460,787 455,554 426,007 )
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Total Calls Answered to date by Benefits Centers: 483,982 (since 7/1/13)
Benefits Center May 2014 April 2014 March 2014 February 2014
Average Wait Time . 53m 54 m 39m 1h 13m
Calls Answered ‘.‘ 43,706 40,050 38,845 27,041
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May 2014 April 2014 March 2014 February 2014
ConneCT Online Total Hours Available t 100% 97.5% 81.9% 86.8%
Status Full Days Available ‘.‘ 100% 86 7% B£1.9% 56.3%
Total Hours Interruption 0 5] 38 25
S
™
Document 5,398,147 Documents scanned since implementation. Zero backlog.
Scanning
S
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O,nl'n? Applications submitted since soft launch 10/13
Applications ) Dataasof May 31, 2014
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Number of Calls Placed to the Benefits Center: February - May 2014
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OTotal Calls - IVR (24 hours period) 244,189 237,519 261,618 303,275
mTotal Calls - BC (Business hours) 203,832 211,084 223487 272273
OTotal Calls Resolved by the IVR 114,974 110,728 118.008 151,070
OTotal Calls Transferred to the BC 106,627 100,395 105.489 121,060
mCalls Answered By the BC 27.041 38.945 40,558 43,706
OCalls Abandoned in BC Queue 77.953 63,079 68,378 68,217
Binterviews Conducted 9.166 11,483 10,688 12,493
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Abandoned Calls and Rate
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Benefits Centers Wait Time/Abandoned Time
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