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• Calls placed to the 
Benefits Center across 
all DSS programs, 
including medical, 
SNAP (Food Stamps), 
cash assistance
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Nov-18Oct-18Sep-18Aug-18
Total Calls to the IVR (24 hour period) 121,293145,647154,529152,375
Total Calls to the IVR (Business hours) 104,173126,974137,403135,439
Total Calls Resolved by the IVR 45,89553,16456,66855,368
Total Calls Transferred to the BC 58,45873,80964,60579,875
Total Calls Answered in the BC 35,98337,83432,83333,886
Calls Abandoned in BC Queue After Threshold 22,01034,67632,50345,834
Interviews Conducted 11,51712,80110,99212,825
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Note: Calls abandoned after threshold exclude calls abandoned within first 20 second(i.e. less than 20 seconds) 



• Calls answered to conduct a requested  
phone interview

• Calls answered by worker across all DSS 
programs, including medical, SNAP (Food 
Stamps), cash assistance
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4Data as of  November 30, 2018
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• Calls that entered the queue to speak to a worker 
but caller disconnected before worker responded 
(excluding calls abandoned within first 20 seconds)

• 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

Data as of  November 30, 2018
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Thank You
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