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• Calls placed to the Benefit 
Center 
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• From the abandoned calls, the 
average wait time from when 
the caller entered the queue to 
speak to a worker until caller 
hung up before a worker 
responded 
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• Calls that entered the queue to 
speak to a worker but caller 
disconnected before worker 
responded 77,953 

63,079 68,378 68,217 
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• The average wait time for those 
who entered the queue to speak 
to a worker and did not 

• Average length of time workers 
talk to caller 
 

• Average length of time workers 
take to process a case after 
speaking with caller 
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