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Program Manager,
Office of Participant Services
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Contact Center Update

- Capacity Problem
» Technology / Bandwidth
* Human / Service Availability

* Increased Capacity
- Redesigned architecture and improved bandwidth
- Added more agents at a new site
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Peak Season SLRs - Jan/Feb
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Peak Season Abandonment Rate - Jan/Feb

. Lh“.ln.l.l IRl .

5

6‘

2 2 2 2
%> Qg <015 <07, <015 <075 <0z, <0z

0“76‘

QOJ > 20‘36’ 3039




Contact Center Update

Peak Day SLRs - MLK / Pres.

100.0%

90.0%
80.0%

70.0%

60.0%
50.0%
40.0%
30.0%
20.0%
IR
0.0%
<05

2 2 2 2 2
%y <% ‘JOJJ 01, 015 <07, <05 <0z <07, <075 <0z




Contact Center Update

60.0%

50.0%

30.0%

20.0%

10.0%

20% —mm

Peak Day SLRs - MLK / Pres.
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Contact Center Update

E-messages
2017-18vs. 2018-19
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Written Correspondence
2017-18 vs. 2018-19
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